
 
 
 City of Virginia Beach 
 Class Number: 05008 

Exempt;  Grade: A.23  
 Date of last Revision:  10-06-2021 
 
Position Title:   DIRECTOR OF EMERGENCY COMMUNICATIONS AND CITIZEN 
SERVICES  
 
City of Virginia Beach Organizational Mission & Values:     The City of Virginia Beach exists 

to enhance the economic, educational, social and physical quality of the community and 

provide sustainable municipal services which are valued by its citizens. The City of Virginia 

Beach organization is based upon a belief in the democratic process of government. This 

belief provides meaningful ways for citizens, reflecting the diversity of our City, to contribute 

to the development of public policy. This process is enhanced by organizational values which 

guide member performance within the Virginia Beach Quality Service System. These Values 

define our desired organizational culture.  We value quality customer service; teamwork; 

leadership and learning; integrity; commitment; and inclusion and diversity. 
 
Programmatic/Functional Responsibilities - Summary:  Directs a full range of comprehensive, 
state-of-the-art E-9-1-1 emergency and 3-1-1 information communications programs.  
Oversees a centralized public safety communications answering point (PSAP) for citizens that 
delivers rapid and accurate access to both emergency and non-emergency resources and 
services and a 3-1-1 center providing citizen information.  Maintains open and continuous 
communications with public safety and information technology departments to ensure that the 
goals of the department are well conceived, planned, implemented and evaluated, so that 
timely and appropriate emergency medical and rescue services are delivered. Uses feedback 
and input from public safety organizations and the community to provide recommendations to 
the City Manager, or designee, on E-9-1-1 operations program/policy innovations, changes, 
and enhancements.  Leads organizational initiatives and assignments to support and address E-
9-1-1 communications issues; serves on teams and committees, and partners with various 
departments and agencies for effective results; serves in other capacities in support of 
organizational strategies; represents the City on public safety/E-9-1-1/3-1-1 issues with 
external agencies and the media. As a City Manager appointee, this position serves at the 
pleasure of the City Manager and is not considered part of the merit service as defined in City 
Code, section 2-75.  

 
 
 ROLES AND RESPONSIBILITIES FOR DEPARTMENT DIRECTORS 
 
Organizational Values:   Quality Customer Service, Teamwork, Leadership and Learning,    
                                        Integrity, Commitment, Openness and Respect, Quality Work Life 
 
Core Strategies:   Systems Thinking, Achieving Multiple Positive Outcomes, Taking a Long 

Term View, Being Proactive and Preventing Problems, Creating an Accurate 
and Positive Community Image, Dialogue, Relationships, Partnerships, 
Diversity, A Quality Approach, Stewardship 
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MANAGER 
 

COMMUNICATOR 
 

INNOVATOR 
 
1. Exemplifies, applies, and promotes 

the City’s mission, organizational 
values, and strategies. 

 
2. Plans, promotes, and develops 

services valued by citizens and those 
required by code and charter. 

 
3. Leads the development of Human 

Resources, including volunteers, 
through effective management 
practices (e.g., coaching, delegation, 
and rewarding member successes). 

 
4. Coordinates department programs 

and operations. 
 
5. Aligns resources with department and 

city strategies (e.g., links commons 
management to the organization’s 
mission and desired outcomes). 

 
6. Provides effective leadership to 

achieve desired outcomes (e.g., 
manages department/City functions in 
concert with process management 
guidelines). 

 
7. Ensures department accountability 

(e.g., through demonstrated systems 
thinking, issues and trends 
identification, and effective 
resolution). 

 
8. Supports the City Manager, Deputy 

City Managers, and Council through 
completed staff work. 

 
9. Fosters Federal, State, and regional 

cooperation where opportunities exist 
to further the City’s and region’s 
visions and departmental goals. 

 
10. Directs workforce planning, and 

focuses learning and development to 
meet current and projected 
departmental needs. 

 
11. Establishes departmental systems, 

 
1. Facilitates effective 

communications 
throughout all levels 
of the organization 
and with Council 
and the public. 

 
2. Creates effective 

links and 
relationships with 
the media, 
community groups, 
and various 
constituencies. 

 
3. Facilitates the 

exchange of ideas 
and information 
between the city 
organization, 
employees, and the 
community. 

 
4. Identifies, develops, 

and proposes 
internal (city) and 
external 
(community) issues 
for review and/or 
action by the city. 

 
5. Supports assigned 

Boards and 
Commissions. 

 
6. Collaborates with 

other directors and 
agencies across the 
organization to 
achieve results and 
ensure alignment. 

 
7. Ensures that 

Council's vision, 
organizational 
values, and the 
City's mission are 
understood and 
executed by 

 
1. Supports and 

encourages positive 
innovation. 

 
2. Understands, 

values, and 
promotes diversity. 

 
3. Thinks strategically 

and creatively. 
 
4. Develops methods 

to change and 
improve 
performance. 

 
5. Designs and 

implements change 
processes (e.g., 
builds group 
decision-making 
processes). 

 
6. Creates a work 

environment that 
promotes learning 
and positively 
impacts morale and 
productivity. 

 
7. Promotes, 

encourages, and 
leads collaboration 
in seeking new 
ways to share 
resources, best 
practices, and ideas 
in order to optimize 
service delivery 
organization wide.  

 
 
 



Class #:  05008                                                                                                          02-17-2016 

P a g e  | 3 

processes, and approaches.     Members at all 
levels of the 
department. 

 

 
 
 
Knowledge-Skills-Abilities Required to Perform Satisfactorily 
 
A. Knowledge 
 

1. Comprehensive knowledge of E-9-1-1 communications and operations. 
 

2. Knowledge of 3-1-1 operations. 
 

3. Knowledge of emergency communications practices, policies and standards. 
 

4. Thorough knowledge of local government organization and operations. 
 

5.     Knowledge of the City's Core Strategies and of Quality Government Organization                       
(e.g.,VBQSS) principles and practices, and how to apply them. 
 
6.  Extensive knowledge of telecommunications, radio communications, Computer Aided 

Dispatch (CAD), voice systems, Mobil Data Terminals, computers and technology 

operations industry trends. 

 

7.    Knowledge of Enhanced and Wireless 911 technology capabilities. 
 
B.     Skills 
 
      1. Skill in developing strategic and tactical emergency communications operations plans. 
 
      2. Skill in interpreting City mission, philosophies, policies, etc., both orally and in    
             writing. 
 
      3.     Skill in Emergency Communications Center resource management. 
 
      4. Skill in setting goals and objectives. 
 
      5. Skill in developing and maintaining effective working relationships with employees,  
             other managers, city officials, the media, other agencies, and the general public. 
 
      6. Skill in motivating all levels of staff to be pro-active and participatory in recognizing   
             needed change, developing and implementing change, and coordinating application of  
             Quality Government principles and practices. 
 
      7. Skill in supervising work and evaluating staff performance. 
  
      8. Skill in counseling, coaching, and mentoring with individuals and groups. 
 

9.     Skill in mediating employment issues. 
 



 

 
Class #:  05008                                                                                                          02-17-2016 

P a g e  | 4 
   

C.   Abilities 
 

1. Ability to organize, plan and administer all aspects of communications operations. 
 

2. Ability to assimilate, analyze, and evaluate complex operations and service issues and 
make decisions on appropriate courses of action. 

 
      3.    Ability to develop, present, and defend complex and diversified issues and reports                          

orally and in writing. 
 
Preferred Qualifications 
 
A Master’s degree in Public or Business Administration, or similar program, and 6 years 
management experience; or higher-level education and experience equivalent to 12 years in 
fields utilizing the knowledge, skills, and abilities listed above, including 6 years at the 
program management or administrator level.  Experience managing large city/county 9-1-1 
operations is preferred.  

 
 

Working Conditions  
Working conditions are intended to provide a general overview of the environmental conditions inherent in 
the job setting, as well as the physical, mental, and sensory requirements necessary to perform the 
essential functions of positions in the noted job title. A more detailed description will be made available at 
the position (PCN) level both internally and externally with all posted open positions.  
 
NOTE: Per HR Policy 6.19, Americans with Disabilities, the City follows the requirements of the 
Americans with Disabilities Act (ADA) in all hiring and employment decisions.  The City shall not 
discriminate on the basis of disability in its hiring and employment practices.  The City shall make 
reasonable accommodations for the known physical or mental limitations of a qualified applicant or 
employee with a disability upon request unless the accommodation would cause an undue hardship on 
the operation of the City’s business 
 


